T
hose who know that halitosis means bad breath should understand the definition for "communicatosis." Although there is no such word in the dictionary, we have introduced it to describe a frequent problem: bad communications. In this issue of jPT, there is an article by Owen D.W. Hargie and Norman C. Morrow discussing the interpersonal skills needed to improve communications (see page 228). Although the authors' focus is on the inclusion of verbal and nonver bal skills training in the pharmacy curriculum, their dis cussion of the facets of communication is important for all of us. After reading this article, some people may be left believing that formal education is the only solution to conquering communicatosis. We believe much can be done by individual initiative and offer one method for making words work more effectively.
Communication is a two-way process, transmitting and receiving. We want this transmission and reception to be effective and efficient in all parts of our lives, with professional colleagues and patients, and with friends and relatives. There is also a dual nature to the desired outcome of communication: to relay information and to elicit a response. At any given time our intention is a mix of these in varying proportions. When telling patients how to take prescribed medication, we are prin cipally providing information; our main goal is getting specific data understood, so clarity and active commun ication are vital. There is a plethora of material availa ble for those interested in upgrading their patient education skills. your message. This method involves a special use of metaphors and is defined as a "communication tool that uses a story or object to activate simultaneously the emotions and intellect of a person."
2 It is figurative lan guage with an emotional impact designed not only to get the listener's attention and hold it, but also to create a mental image that is retained for a long time.
For example, an employee who works hard and goes unnoticed might express his frustration like this:
The Super Bowl is over and the players file into the locker room. Dirty uniforms are thrown on the floor, along with dirty socks and muddy cleats. The players shower and slowly file out, leaving me behind. Not only do I have to clean up the mess, but no one even knows I'm doing it. 2 This emotional word picture conjures sensory images to which the listener may provide intellectual and emo tional responses-seeing the mess, watching the clean up effort, and feeling the lack of appreciation.
Of course, the communication process relies on both the speaker and listener. To be fully effective, it must be received correctly, and this is more likely to happen if we use an illustration with which the listener can identify. In the above example, the point would likely be lost on a listener with no interest in or knowledge of football. Furthermore, the listener's mood, the place where the communication occurs, and the existing circumstances must all be considered. Crafting an elaborate image is inappropriate when either you or the listener is angry or frightened, when there is so much noise you have to shout, or when time is critical.
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I was born with a physical handicap, and when people express doubts about my ability to do something, I feel like a bumble bee. They look at me and say, "Aerodynamically, there's no way you can fly! " But my parents look at me and say, "The way you were made, you can't help but fly! " I've been buzzing around ever since. 2 If you have listened carefully and opened yourself to the speaker's experience, you have shared it and can respond appropriately. The communication will have been effective.
In the work environment, the following word image illustrates how a supervisor might report a personal experience to a superior during an annual review:
As the newest supervisor, I feel like I've been on one of Chris topher Columbus' ships for months. I've faced discourage ment, fatigue, frustration, and potential mutiny. There have been times I wanted to jump overboard. But finally I feel as if I've awakened after a night of terrible storms to see land on the horizon, shining in the bright morning sun. At last I can see that the changes I've made were right. 2 Because this manner of speaking metaphorically can provoke an emotional response, and because it requires more knowledge about the listener on the part of the speaker, it is not commonly used with strangers. Even with those we know well, if emotional word pictures are misused or appear melodramatic, they can derail good communication.
Formal training in communication skills is certainly beneficial, but not everyone has access to such training. Learning by doing, working to hone our communica tion skills by trial and success for the many hours in a day that we spend speaking, is an excellent way to make our words work.
